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- The MAILING DATE of this communication appears on the cover sheet with the correspondence address « 
Period for Reply 



A SHORTENED STATUTORY PERIOD FOR REPLY IS SET TO EXPIRE MONTH(S) FROM 

THE MAILING DATE OF THIS COMMUNICATION. 

- Extensions of time may be available under the provisions of 37 CFR 1.136(a). In no event, however, may a reply be timely filed 
after SIX (6) MONTHS from the mailing date of this communication. 

- If the period for reply specified above is less than thirty (30) days, a reply within the statutory minimum of thirty (30) days will be considered timely. 

- If NO period for reply is specified above, the maximum statutory period will apply and will expire SIX (6) MONTHS from the mailing date of this communication. 

- Failure to reply within the set or extended period for reply will, by statute, cause the application to become ABANDONED (35 U.S.C. § 133). 
Any reply received by the Office later than three months after the mailing date of this communication, even if timely filed, may reduce any 
earned patent term adjustment. See 37 CFR 1, 704(b). 

Status 

Responsive to connmunication(s) filed on . 

2a)n This action is FINAL. 2b)I3 This action is non-final. 

3) 0 Since this application is in condition for allowance except for fomnal matters, prosecution as to the merits is 

closed in accordance with the practice under Ex parfe Quayle, 1935 CD. 11, 453 O.G. 213. 

Disposition of Claims 

4) 13 Claim(s) 1-39 is/are pending in the application. 

4a) Of the above claim(s) is/are withdrawn from consideration. 

5) 0 Claim(s) is/are allowed. 

e)M Claim(s) 1-39 is/are rejected. 
?)□ Claim(s) is/are objected to. 

8) n Claim(s) are subject to restriction and/or election requirement. 

Application Papers 

9) n The specification is objected to by the Examiner. 

10) 13 The drawing(s) filed on 09 April 2002 is/are: a)M accepted or b)n objected to by the Examiner. 

Applicant may not request that any objection to the drawing(s) be held in abeyance. See 37 CFR 1.85(a). 
Replacement drawing sheet(s) including the correction is required if the drawing(s) is objected to. See 37 CFR 1.121(d). 

11) 0 The oath or declaration is objected to by the Examiner. Note the attached Office Action or fonm PTO-152. 

Priority under 35 U.S.C. § 119 

1 2) 0 Acknowledgment is made of a claim for foreign priority under 35 U.S.C. § 1 1 9(a)-(d) or (f). 
a)n All b)n Some * c)n None of: 

1 .□ Certified copies of the priority documents have been received. 

2. n Certified copies of the priority documents have been received in Application No. . 

3. n Copies of the certified copies of the priority documents have been received in this National Stage 

application from the International Bureau (PCT Rule 17.2(a)), 
* See the attached detailed Office action for a list of the certified copies not received. 
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1) ^ Notice of References Cited (PTO-892) 
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DETAILED ACTION 



Claim Rejections - 35 USC § 102 



The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102(e) 
that form the basis for the rejections under this section made in this Office action: 
A person shall be entitled to a patent unless -- 

(e) the invention was described in (1) an application for patent, published under section 122(b), by another filed 
in the United States before the invention by the applicant for patent or (2) a patent granted on an application for 
patent by another filed In the United States before the invention by the applicant for patent, except that an 
international application filed under the treaty defined In section 351(a) shall have the effects for purposes of 
this subsection of an application filed In the United States only If the international application designated the 
United States and was published under Article 21(2) of such treaty In the English language. 



1. iiliBS^^^SBS are rejected under 35 U.S.C. 102(b) as being 

unpatentable over Nemoto (6,584,180). 

^SiiliiijMil^ Nemoto teaches inherently 

enabling a speech recognition function; using the speech recognition function to 
transcribe ( convert speech to text col. 1 lines 33-36) a portion of the 
communication thereby generate transcription (col. 1 lines 33-36) 
sending the transcription to the second party device ("screener" is 2"^ 
party device) 

when handing over the communication from the first party 

device to the second party device (words from recognition result (col. 

9, lines 39-40). 

iAs; to clajms;:Z^^ Nemoto teaches that the portion of the 
communication that is transcribed includes only speech input to the first party 
device ("voice recognition" means, first party, col. 3, lines 19-20 and col. 10, 
lines 5-7). 
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Art Unit: 2654 

As 10 da ims 3 a nid 23, Nemoto teaches that the portion of the 
communication that is transcribed includes speech input from a third party that 
initiated the communication (voice input from "caller", third party sent to 
screener or screener/operator, col. 2, line 66 and col. 10, lines 5-7). 

to claims 4 and^ 24, Nemoto teaches the first party device is a first call 
taker workstation associated with center and the second party device second 
call taker workstation of the call center (automatic voice interaction (first party 
device) forwarded to screener or screener/operator workstation (second 
party device); col. 8 and 9, lines 37-40; col. 3, lines 63-65; and col. 10, lines 



AsS^iilrris^lKli, Nemoto teaches in a first call taker associated with 
the first call taker workstation provides a first level of assistance and a second 
call taker associated with the second taker workstation provides a second level of 
assistance (automatic voice response (first party, or call taker) in 
workstation and to screener or screener/operator (second taker) In 
workstation, col. 9, lines 65-66; col. 10, lines 5-7 and col. 8, lines 6-10). 

As to clairns 6 and 26, Nemoto teaches the second level of assistance is 
more specialized than the first level of assistance (screener interface (second 
level) or operator can detect callers voice if the caller needs more 
specialized assistance (col. 3, lines 63-67 and col. 4, lines 1-6). 



5-7). 
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&s. tO;Pla!!T!S^^ 8 Nemoto teaches a reduced size vocabulary of 

recognized words that are specific to communications typically handled by the 
first party device (smaller vocabulary, col. 4, line 20). 

||||>^ljl|n^||g^|^^ Nemoto teaches enabling the speech 
recognition function automatically upon the occurrence of a triggering event (a 
customer calls, col. 3, lines 18-23) 

|Sto;liljT§|lli||:H Nemoto teaches a response to an input from a 
first party associated with a first party device (recognition system analysis 
voice input - caller/user, first party device, col. 3, lines 3-4). 

AiMSlliii- Nemoto teaches displaying the transcription on a first party 
device, (screener as part of the automatic interaction voice response 
system (first party device), has a 'display', col. 7 lines 19-20 and col. 8, line 

1). 

IgPlljiimll, Nemoto teaches displaying the transcription on the second 
party device after the transcription is received by the second party device when 
handing over the communication from the first party device to the second party 
device (operator display when operator is combined operator/screener col. 
10, lines 17-21). 
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Claim Rejections - 35 USC § 103 



2. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for 
all obviousness rejections set forth in this Office action: 



(a) A patent may not be obtained though the invention is not identically disclosed or described as set forth in 
section 102 of this title, if the differences between the subject matter sought to be patented and the prior art are 
such that the subject matter as a whole would have been obvious at the time the invention was made to a 
person having ordinary skill in the art to which said subject matter pertains. Patentability shall not be negatived 
by the manner in which the invention was made. 



3. lll^iiHl^ 11^ are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Nemoto (6,584,180). 

As||i;Gjm Nemoto does not teach using a speech 

recognition function trained on first party speech input. 

Official Notice is taken that speaker-dependent speech recognition is 
old and notoriously well known. Thus, it would have been obvious to one of 
ordinary skill in the art at the time of invention to use the speech recognition 
function that is trained based on speech input from a first party associated with 
the first party device to increase recognition accuracy. 

A#to c^ Nemoto does not teach conspicuously 

identifying words of importance by highlighting them. 

Official Notice is taken that highlighting important words is old and 
notoriously well known. Thus, it would have been obvious to one of ordinary skill 
in the art at the time of invention to identify recognized words of importance by 
highlighting to make them conspicuous for easy updating. 
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4. pF|ims5^^^^ are rejected under 

35 U.S.C. 103(a) as being unpatentable over Nemoto (6,584,180) as applied to 
claims 1 and 21 above, in view of Beck (5,724,410) 

Claims 16-1 7 , and 34-35, Nemoto does not teach using the same or 
different entities providing the device. 

However, Beck teaches providing the device using the first party device 
and the second party device are provided by a same entity. (Beck uses a 
"single entity" for thread or string dialog which will occur between first and 
second party devices, such as agent A and customer B, column 22, line 22- 
24 and Fig 3-4), and a first party device and the second party device provided by 
different entities (Beck uses an "enterprise entity" which is defined as an 
agent, knowledgeable worker, or any other live attendant, so the party 
devices, either via telephone or WEB, can be different entities or workers 
column 18, line 6-10 and Fig 1). 

It would have been prima facie obvious to one of ordinary skill in the art at 
the time the invention was made to use Beck's single or enterprise entity to have 
more portable devices that will enable the call centers provide better customer 
service to the users. 
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Wi^MMr"^: Nemoto does not teach analyzing transcriptions 

that includes performing data nnining for identifying recommendations for 
handling the communication. 

However, Beck teaches of analyzing the transcription includes performing 
data mining on the transcription (uses a speech recognizer that performs the 
transcriptions (column 20, lines 29-35) and the text goes through the 
process of data mining to determine how to handle the communication, 
column 12, lines 54-58; coL 13, lines 3-7, 10-13, 29-35 and Fig 3 and 4). 

It would have been prima facie obvious to one of ordinary skill in the art at 
the time the invention was made to use Beck's data mining with Nemoto's 
response system using voice recognition for feedback from the first and second 
devices to ensure a system that has recommendations that will enhance better 
customer service in call centers or other workstations. 

As to claims 20 and 3 Nemoto does not teach using a network system 
that handles rule-based recommendations. 

However, Beck teaches of analyzing the transcription to identify 
recommendations for handling the communication includes using at least one of 
an expert system, a neural network, and a rule-based system identify the 
recommendations (Beck uses a network system, Fig 1). 

It would have been prima facie obvious to one of ordinary skill in the art at 
the time the invention was made to use Beck's network with Nemoto's expert 
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system (screener or operator) that has recommendations that will enhance better 
customer service in call centers or other workstations. 



Conclusion 

5. The prior art made of record and not relied upon is considered pertinent to 
applicant's disclosure as follows: 



Ehsani (2002/0128821) teaches natural language interface which speech 
recognition to convert text to speech in network system. 

Greene (6,377,925) teaches many devices that interact with users, including text 
to speech. 

Parvulescu (5,724,410) teaches voice message transmitted from message 
terminals, using speech to text converters. 



6. Any inquiry concerning this communication or earlier communications from 
the examiner should be directed to Myriam Pierre whose telephone number is 
703-605-1 196. The examiner can normally be reached on Monday - Friday from 
5:30 a.m. -2:00p.m. 

If attempts to reach the examiner by telephone are unsuccessful, the 
examiner's supervisor, Talivaldis Smits can be reached on 703-306-301 1 , The 
fax phone number for the organization where this application or proceeding is 
assigned is 703-872-9306. 
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Information As to the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR 
only. For more information about the PAIR system, see http://pair- 
direct.uspto.gov. Should you have questions on access to the Private PAIR 
system, contact the Electronic Business Center (EBC) at 866-217-9197 (toll- 
free). 
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